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Government

Transport Canberra and
City Services

FREEDOM OF INFORMATION COVERSHEET

The following information is provided pursuant to section 28 of the Freedom of
Information Act 2016.

FOl reference: TCCSFOI! 2018-074

Information to be published Status
1. Access application Published
2. Decision notice and schedule Published
3. Documents Published
4. Additional information identified No
5. Fees n/a
6. Processing time (in working days) 38 days (extension

granted)
7. Decision made by Ombudsman n/a
8. Additional information identified by Ombudsman n/a
9. Decision made by ACAT n/a
10. Additional information identified by ACAT n/a
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ACT

Government

Transport Canberta and
City Servites

Freedom of Information Request — Reference 18-074

| refer to your application made under the Freedom of Information Act 2016 (the Act),
received by Transport Canberra and City Services Directorate (TCCS) on 28 August 2018, in
which you sought access to:

1. all documents and data analysis what was used to propose the change of school bus
schedules encompassing bus routes and timetables;

2. how many incidents, and the type of Incldent, have been reported to ACTION buses
in financlal year 2016/17 involving school children on bus services;

3. how many incidents were reported for the same financial year from bus drivers
relating to school buses and thelr incident types;

4. how many incldents were reported for the same financial year from bus drivers, and
the general public, for transport services that fall outside the school bus networl
and their incident type; and

5. a copy of the policy and assoclated procedures for transport workers regarding their
responslbllities to care for children under the WWVP legislation.

| am an Information Officer appointed by the Director-General under section 18 of the Act
to deal with access applications made under Part 5 of the Act

TCCS was required to provide a decision on your access application by 25 September 2018,
however, | note you agreed to an extension.

Decision on access

Part 1

in relation to the documents and data analysis that was used to propose the change of
school bus schedules, ho documentation has been identifled that pertains to your request.
The analysls to develop the proposed Transport Canberra bus network was undertaken
using specialist transport route mapping tools. This software enables analysis to be
undertaken digitally, without the need to produce documentation.

Part 2

The information you have requested in response to part two of your request has been
retrieved from the Customer Reference Management database. A total of 571 reports were
identified in relation to the school bus routes (school bus network) for financilal

year 2016/17,

The data identified in document 1 shows the Incldent type reported against and the total
number for each month.

GPO Box 158 Canberra ACT 2601, | phohe: 132281 | www.act.gov.au




Feedback reported involving school children on public transport routes (general bus
network) was not included in this search due the search options and parameters avallable
on the database,

Part 3

The information you have requested regarding part three has been retrieved from the IAMS
database (document 2). This database holds Incidents reported by bus drivers. A total of
985 reports In relation to school bus routes were |dentified for financlal year 2016/17. The
data shows the Incident type and the total number reported for the financlal year.

Part 4

The informatlon you have requested for part four of your request has been retrieved from
the Customer Reference Managementu

Document 3 includes all feedback received by the public in relation to the public bus routes
{general bus networks) for financlal year 2016/17.

Document 4 Includes all reports recelved from bus drivers relating to public bus routes
(general bus Toutes) for financlal year 2016/17.77 7

Please note that the ‘routine contact’ category includes general reports by the bus operator,
including but not limited to late running, road closure, lost property, duress test and driver
assistance.

Part 5

You also sought a copy of the policy and associated procedures, for transport workers with
regards to thelr responsibllities to care for children under the Working with vulnerable
people framework.

The Working with Vulnerable People (Background Checking) Act 2011 provides a scheme of
background checking for people working or engaged In a regulated activity. A regulated
activity or service includes transport setvices In specific situations such as where that
transport Is specifically for or mainly used by children or other vulnerable people. In effect
the obligation is to ensure that a person working in the regulated activity Is registered to
worlk in the activity under the Act. Registration includes background and other checks
undertaken through Access Canberra.

All Transport Canberra drivers hold registration to work with vulnerable people. The Act
requires an employer of a regulated activity to take reasonable (and regulat) steps to
ensuring its employees maintain a current reglstration and Transport Canberra has systems
and processes In place to ensure compliance with this requirement.

The legislation does not include any responsibllity for the care of children. The duty of care
arises under common law and is codified in the Civil Law (Wrongs) Act 2002,




The supporting policies that Transport Canberra have that provide operating parameters
relevant to the WWVP Act are: ‘

e Operational Policy — Obligations to Passengers

e Operational Policy — Employee Behaviour

e Operational Policy — Passenger Assistance and Appropriate Physical Contact.

These policies have been provided to you as open access information documents under
section 23 of the FOI Act. These documents will be published on line under the TCCS
disclosure log details are prqvided below.

You may also be interested in whole of government information about the working with
vulnerable people scheme. Information can be found on the Access Canberra website at
www.accesscanberra .act.gov.au including the Access Canberra Working with Vulnerable
People Compliance framework.

With regards to the data collected, | have applied the public interest test under section 17 of
the Act and | have determined that disclosure of the information captured is not contrary to

public interest. | have, therefore, decided to provide you with full access to the information

with a copy of the documents at Attachment B.

Charges
No fee is payable as the number of pages being released is within the fee-free threshold.

Online publishing — disclosure log

Under section 28 of the Act, TCCS maintains an online record of access applications called a
disclosure log. Your original access application, my decision and documents will be
published in the TCCS disclosure log from 3 days after the date of this decision. Your
personal details will not be published.

You may view TCCS’ disclosure log at www.tccs.act.gov.au/about-
us/freedom of information.

Ombudsman review

My decision on your access request is a reviewable decision under section 73 of the Act
within 20 working days from the day that my decision is published in TCCS’ disclosure log, or
a longer period allowed by the Ombudsman.

If you wish to request a review of my decision you may write to the Ombudsman at:

The ACT Ombudsman
GPO Box 442
CANBERRA ACT 2601

Via email: actfoi@ombudsman.gov.au

ACT Civil and Administrative Tribunal (ACAT) review

Under section 84 of the Act, if a decision is made under section 82(1) on an Ombudsman
review, you may apply to the ACAT for review of the Ombudsman decision.

Further information may be obtained from ACAT at:




ACT Civil and Administrative Tribunal
Level 4, 1 Moore Street

GPO Box 370

CANBERRA CITY ACT 2601
Telephone: (02) 6207 1740

www.acat.act.gov.au

If you have any questions concerning the directorate’s processing of your request, or would
like further information, please contact the directorate’s FOI Coordinator on 6205 5408 or
email tees.foi@act.gov.au.

Yours sincerely

Cherie Hdghes
Information Officer

OQLOctober 2018
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Obligations to Passengers

1‘0

2.0

8.0

PaaW

4'0

PURPOSE

To outline the obllgations of bus drlvers and attendants for the safe travel of passengers. Safe travel of
passengers refers to the passenger’s right to be treated with respect and to travel to thelr destination In a
safe environment,

PRINCIPLES
Transport Canberra has three key princlples to promote the safe travel of passengers:

o passengers must he treated In a falr, professlonal and respectful manner;

¢  passengers must bia treated with compasslon and understanding, particularly related to special needs
such as age, mobllity and/or vulnerablility; and

«  passengers must not he inconventenced by other passengers or the driver when travelling,

The Work Health and Safety (WHS) and security of the bus drlver, passengers and bus are primary
considaratlons. ‘

ROLES AND RESPONSBILITIES ~ BEHAVIOUR
Drlvers:

must complete the pre-drive log book If the flrst drivet of the bus on that day;

must obey the road rules, drive smoothly and with respect to the age and disabllity of passengers;

must obey all traffic laws and parking restrictlons;

must behave in a courtaous and professional manner at all times;

may Instruct a passenger (other than a student or minat) to not hoard the bus, or to exlt the bus, for

misbehavlour or for fare related Issues at any time, on any service;

e must contact the Communications Centre to seek advice or assistance If they are experlencing Issues
with passengets that cannot be managed In accordance with standard opetating procedures (refer
Operational Policy, Policy Reference No 11— Incldent Managemen £); and

«  must note passenger’s name and contact detalls, and report to the Communications Centre for further

Investigation If a passenger commits repeated offences.

‘> & & S

ROLES AND RESPONSIBILITIES — SAFE TRAVEL OF ALL PASSENGERS
Drivers must:

e befamlliar with the safe operation of the vehlcle and accessorles;
o Inspect the bus prior to departing the depot and report any defects or faults (Including to equipment);

Page 1 0f2
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o understand the emergency and evacuation procedures for vehilcles, Including being able to provide clear
and efficlent Instructions to passengets In the event of an emergency;

« radlo the Communicatlons Centre for assistance immediately if there Is an emetgency;

e radio the Communlcatlons Centre for asslstance immediately If there ts an ImmIinent threat of danger ot
harm to passengers travelling on the vehidle;

o radlo the Communications Centre for assistance Immediately when a passenger notifles any harassment

they have encountered whilst travelling;

o take reasonable steps to ensure passengers enter and ext the bus safely; and

«  where applicable, contact the Flexible Transport Communlcations Centre If a passenger for flexible
travel falls to be at the agreed plck-up collectian point. '

ROLES AND RESPONSIBLITIES —~ SAFE TRAVEL OF CHILDREN
Drivers must not leave children behind at a bus stop or bus statlon:

o ifthe bus Is at capaciy, the drlver must contact the Communlcations Centre and walt with the school
student or child until alternative transport can be arranged;

«  Ifthey do not have the correct fare or a valid MyWay card, children must he allowed to travel;

o If Issues arlse with a schaol, the bus driver must report these issues to the Depot Customer Service

Managet; and
o Ifachild commits repeated offences, the bus driver should note het/hls hame and contact detalls or
school and report them to the Communications Centre and Depot Customer Service Manager for further

engulrles to be made
Drivers must not refuse travel or eject children from the bus for mishehavlour or fare related Issues at any
time. The driver should contact the Communications Centre for further instruction,
Where drivers are assisted by bus attendants, they must:

« liaise with the driver on issues regarding the safety and comfort of students and children on the bus and
hehavlour management;

' asslst studants or children who are wheelchalr bound or have mobllity restrictlons on and off the bus;

and
s follow Instructions In the event of an emergency.

POLICY DETAILS

243
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Em_plqyeg_Behaviour

1.0

2,0

3'0

4.0

PURPOSE

To outline the appropriate behavlour of all Transport Canberra (TC) employees while on duty and/orin
uniform, This pollcy Is consistent with and amplifies particular parts of the TCCS Cade of Conduct
(http://lntccs/TCCS%ZOPages%ZOle_rary/TCCS%ZOCode%200f%20€onduct%ZOand%20related%20document

s.aspx)

PRINCIPLES

TC employees must conduct themselves ptofesslonally when dealing with passengers, other employees,
students, minors or members of the general public,

ROLES AND RESPONSIBILITIES

Employees must traat individuals In a fait, professlonal and respectful manner. Employees must use
courteous and well-mannered language. They must show respect for other people’s personal belonglngs and
personal space.

Employees must treat individuals with compasslon and understanding, particularly related to special needs
such as age, mobility and/or vulnerabllity, Employees must respect raclal, religlous, cultural, political, sexual
orlentation, gender and/or age differences amongst indlviduals,

UNACCEPTABLE BEHAVIOUR
Employees must foster a positive reputation for TC and must not bring it Into question or disrepute, by:

e using profane or offensive language whilst on duty, or off-duty while wearing their deslgnated uniform;

o engaging In conduct that Is offensive or may endanger or comprorise the health and safety of
Individuals;

» making unnecessary physical contact with individuals by engaglng In or reciprocating physical, violent or
aggravated conduct with individuals and;

o offering glfts to passengers (Including minors) of any kind, {Including but not limited to) eg. lollies

Employees must not detaln, arrest, make physical contact or unlawfully Imprison a passenger or indlvidual,
unless it is In self-defance or to restraln an individual from hariming or endangeting another Individual or
themselves. Unnacessary and brute force must not be used when rastraining an Indlvidual,

Employees must not engage Ih {llegal conduct whilst on duty, representing TC in an offlclal or unoftlclal
capacity, or when they are wearlng thelr designated uniform.

UNCLASSIFIED




6.0

7.0

Policy effec @

Employees must not gamble (including online gambling) in the workplace ot In vehicles (excluding
astablished practices such as Melbourne Cup sweeps, self-administered football tipplng and lottery

syndicates),

Employees must not smoke whiist on duty (that Is, In service) and/or In ACT Government vehicles. Employees
cah stoke while not in service (or on deslghated breaks) In deslgnated smoking zohes on TC Buses property
or public area deslgnated smoking zones.

Employees must not make any public comment oh behalf of TC unless authorised to do so by a delegated
offlcer.

Employees must hot use personal Informatlon collected from a passenger as part of petforming thelr dutles,
such as name and contact detalls, for any purpose other than required by thelr job.

ENVIPLOYEE PRESENTATION AND APPEARANCE

Employee presentation and appearance must reflact positively on the reputation of TC. Employees must
wear the deslgnated uniform and required personal protective equipment (PPE) appropriate to operations at
all times while on duty, Employees who weat a uniform or other apparel that Identifies them as an employee
of Transport Canbetra and City Servicas {TCCS)/ACT Government - Including PPE - must ensure that the
uniform or-apparel is clean, complete, In good repalr and worn with pride. PPE must be worn at all
appropriate times to ensure personal obligatlons are met under health and safety leglslation,

Employeés must keep officlal Identlty cards/badges Ina safe and secure place at all times and catry this form
of Identification when performing officlal dutles. If requested, employees must produce thelr Identity

card/badge.

REPORTING

Eraployees must report any inapptoprlate, unethlcal, dishonest and/or corrupt conduct or behaviour In
accordance with the Incident Management Policy.

Employees must report Incidents or allegations of inappropriate conduct towards a child In accordance with
the Incident Mandagement Pollcy. This may include, but Is not limited to:

o assault, lll-treatment or neglect of a child;

¢  hehaviour that may cause psychologlcal harm to a child; and/or

¢  any sexual offence or sexual misconduct committed against, with or In the presence of a child (Including
a child pornography offence or an offence Involving child abuse materlal),

SECONDARY EMPLOYMENT

All TC employees must have prlor formal approval from a su petvisor/manager delegated to gve such
approval before engaging In any employment other than thelr Public Service pasition. This includes

UNCLASSIFIED




employment other than an employee's primary employment position and Includes, but is not limited to, paid
employment, business involvement, company positions, voluntary or unpald work.

8.0 PERFORMANCE MANGEMENT

TC may suspend employees from duty pending the outcome of disclplinary or legal proceedings. If there s
sound evidence that an employee has committed a criminal offence at work or related to work, TC may take
disciplingry actlon agalnst an ermployee as well as notifying the police or other relevant external authority.

9.0 DEFINITIONS
Individuals’ refers to passengers, other employeas, students, minofs or members of the genetal public,

10,0  POLICY DETAILS

Eniployee €4
Digactor Piipllc Trahsport Qfieratloii
Députy DIFéctor-General Tfansport Canbert,

et

ST Noverbat 2017+ " %
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Passeriger Assistance and Appropriate Physical Contact

1.0 PURPOSE

To provide direction on what s reasonable, acceptable and necessaty physical cantact between amployees
and passengers.

2.0  PRINCIPLES
Non-physical Interventions between employees and passengers are the preferred method of asslsting
passengers to travel safely. These methads include volce commands and hand gestures,
Physical contact between employees and passengets must be kept to a minimum and only include contact
when absolutely necessary, .
This could Include holding a passengat’s hand to gulde them or prevent them from absconding, placing a
hand on the shoulder to guide and assist, and touching a passenget to apply a seat helt or other restralnt.
Other Instances may occur when comforting a distressed passenger.
The Work Health and Safety (WHS) and secutity of the bus driver, passengers and bus are primary
considerations.

8.0 ROLES AND RESPONSIBLITIES

Employees may provlde asslstance In the event a passenger hurts themmselves when boarding, travelling or
exiting the hus,

Bus drivers are not expectad to leave the driver’s seat to assist passangers (this Is intended to minimise rlsk
of driver injury and assist with driver control of the bus). However, drivers have the discretion to do so whaere
they belleve It is safe and reasonable, and where the hus Is properly secured.

Employees must not engage In unteasonable and unnecessaty physlcal contact Including but not limited to,
touching that Is sexual In nature, smacking, hitting, pushing, becoming ovetly familiar with and/or kissing a
passenger, .

Employees must hot make unnecessary physlcal contact with individuals. They must not engage in or
reclprocate physical, violent or aggravated conduct with Individuals, Additionally, employees must not
detaln, atrest, make physical contact or unlawfully Imprison a passenger or individual, unless It is in self-
defence or to restraln an individual from harming ot endangering another Individual or thamselves,
Unnecessaty and brute force must not be used when restralning the Individual,

Ermployees must not strip clothing from a passenget. The only exceptlon to this Is a solled overcoat or outer
garment. In cases where the passenger Is a student who has wet or soiled themselves on route, they are to

UNCLASSIFIED
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6.0

ba made as comfortable as posslble and thelr trip Is to be expedited to the nearest assistance point, such as
the school the student attends,

Employees must not use restrictive practices on any passengers,

INCIDENT REPORTING

Employees must notify the Communlcatlon Centre and complete an incident report where unreasonable or
uhhecessary physlcal contact occurred. The Inclderit report must be submitted within 12 hours of the event
In accordance with the Incldent Management Policy and RiskMan.

DEFINITIONS
A ‘restrictive practice’ Is an Intervention that has the affect of rastricting the rights or freedom of movement

of a person, with the primary purpose of protecting the person or others from harm, These may Include seat
belt locking devices, haresses ot other physical contact designed to restrict the movement of the passengar,

POLICY DETAILS

Tn,

AS

rOperatigns 3

s
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